IT offshore outsourcing means using an offshore provider to handle some of an enterprise's IT work. Offshore outsourcing now has a track record, so it has become an option that IT leaders need to consider. But 
Based on our research, we believe that over the next five years, offshore providers will need to develop a system for managing knowledge and expertise, just as TCS has done, to compete and deliver on client expectations. We also see TCS's experiences and practices as valuable to clients of IT offshore outsourcing providers. 2

Managing DisperseD expertise "When the IT industry started it was more like a cottage industry, very much a people-dependent industry. It is now changing from people-dependent to processdependent. When it becomes process-dependent, knowledge management becomes a part of the process."
Project Leader, TCS Offshore Team, Mumbai
Based on our estimates, revenues from offshore outsourcing of information technologies will exceed $US25 billion by 2008 and will experience a compound annual growth rate averaging 20 percent over the next five years,to maintain, and in some cases continue to develop, their IT applications from remote locations.
But client executives are already pondering a major question: where do we draw the line on outsourcing our knowledge and expertise? How can a provider that we select develop the knowledge and expertise of our domain, systems, and practices to not only maintain continuity of service but also achieve our much vaunted targets of innovation and transformation? 4 At the same time, IT outsourcing provider executives are asking themselves: how can we quickly develop expertise in new areas, particularly where our teams are remote and dispersed? And how can we retain knowledge when our people who have it move on?
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By expertise, we mean the ability to act knowledgeably in a specific domain. Expertise relates to achieving skillful performance, including applying knowledge to develop and improve products and processes. Expertise is a specific type of knowledge.
It is dynamic, it evolves, and it consists of embodied knowledge and skills possessed by individuals. For our purposes, it refers to "knowing in practice." 6 How expertise is created, maintained, and leveraged is of critical importance to outsourcing providers and clients alike.
We explore expertise management in offshore IT outsourcing by describing the practices that Tata Consultancy Services is using in one offshore outsourcing project.
tata ConsultanCy serviCes
Tata Consultancy Services (TCS) is part of the Tata Group. TCS was founded in 1968 as an IT consulting firm. Since then, it has expanded to become a global player in IT offshore outsourcing, with revenues over $4 billion in 2006
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. With more than 89,000 associates and 79 service delivery centers, TCS has established a presence in 34 countries. It provides various services, 4 This issue of the need for providers to develop domain expertise of a client's sector (such as banking) and its organization (that is, its culture, structure, political configuration, and idiosyncratic systems and processes) arose in our previous research. including business process outsourcing (BPO) and IT maintenance and development, to hundreds of clients around the globe.
TCS has developed a global delivery model in which projects are handled mainly by teams located remotely from clients but often with a small team also at the client site. Generally, TCS's onsite and remote teams transfer work packages back and forth to each other until a task is completed. TCS's project teams-based onsite, onshore, nearshore, and offshore-therefore depend on expertise and knowledge that reside at various locations within TCS. Thus TCS has developed expertise management practices to leverage expertise globally, regardless of the physical location of either the expert or the expertise seeker.
the relationship anD organizational Challenges of Managing expertise
Management of expertise is not without its challenges. We discuss the two main challenges in the context of TCS's work with ABN AMRO Bank. In late 2005, Netherlands-based ABN AMRO Bank announced a $1.2 billion outsourcing contract with five providers. TCS, one of the five, is to provide support and application enhancement services.
The outsourcing project organization of the ABN AMRO-TCS contract consists of three arrangements across three continents. Each arrangement type has an onsite component at the client site and a remote component somewhere else:
In the Netherlands, 1.
onsite TCS teams at ABN AMRO Amsterdam locations work with corresponding offshore TCS teams in Mumbai, India.
In Brazil, 2.
onsite TCS teams at ABN AMRO Sao Paulo locations work with corresponding onshore teams at the TCS delivery center in Campinas, 100 kilometers away.
In several countries (e.g., Switzerland, 3. Germany, Monaco, and others), onsite TCS teams communicate with an onshore TCS delivery center in Luxembourg and a nearshore TCS delivery center in Hungary.
Typically, TCS team members reside in one location throughout a project, either onsite, onshore, nearshore, or offshore. Only a small number of TCS staff travel between locations for short visits. An onsite TCS team includes project members, project leaders, portfolio managers, program managers, a transition head, a relationship manager, and other functions-mainly quality assurance, human resources, and organization development personnel.
The ABN AMRO-TCS offshore outsourcing work was divided into two phases: transition and steady state. In the transition phase, the onsite TCS team was to learn about ABN AMRO's systems and transfer this knowledge to its corresponding remote TCS team. In the steady state phase, the remote TCS teams develop applications and provide the main support for the bank's systems and services. This multi-site mode of working requires the onsite, onshore, nearshore and offshore teams to overcome two expertise management challenges.
Challenge #1: The Relationship Challenge. The relationship challenge deals with the client-provider relationship. With respect to managing expertise, the provider needs to answer the question: how can a client's knowledge be captured and retained at both onsite and remote locations to ensure uninterrupted service to the client and to further develop services for the client? This challenge requires the provider to quickly and effectively assimilate the client's knowledge.
TCS views success in meeting this challenge as having no expertise gaps between its corresponding teams, that is, the pairs of onsite-onshore, onsite-nearshore, and onsite-offshore teams. TCS addresses this challenge by requiring the remote TCS team to develop the same level of expertise as its corresponding onsite TCS team.
Eliminating expertise gaps between onsite and remote teams is particularly important for offshore service companies, like TCS, because they need to demonstrate to clients that offshoring application development and maintenance will not reduce service or application quality. As one TCS delivery manager on the offshore team in Mumbai notes: 
eight praCtiCes at tCs for Managing DisperseD expertise
We identified eight practices that TCS uses at ABN AMRO (and other outsourcing relationships) to address the two challenges just described. The first four practices address the relationship challenge of absorbing expertise from clients. The second four practices deal with the organizational challenge of sharing and leveraging expertise within TCS.
Practice #1: Implement an Organizational Structure That is a Mirror Image of the Client's Structure
One challenge that a client's inhouse staff and a provider's remote staff face is identifying the corresponding expert on the other team. Knowledge needs to move from client to provider, and that knowledge generally needs to be at a specific organizational level, say, a client project manager to a provider project manager.
To address this challenge, TCS uses an organizational structure that ensures that client personnel and offshore TCS personnel can easily identify their counterpart: TCS mirrors the client's organizational structure on the remote team. Figure 1 ' Okay, we will also have similar portfolio managers, so that they can interact one-to-one, and these portfolio names will be similar to the way they are using them onsite.'" Our research into offshore outsourcing arrangements found three major types of organizational structures. The first is the funnel. It relies on a single point of contact and control between client and provider. The second is the network. It has multiple, diverse points of contact. The third is the mirror. It has multiple contacts created by replicating the same structure on both sides of the relationship. Each type has its advantages and disadvantages. We found, though, that the mirror structure has proven the most effective in organizing knowledge assimilation and transfer. 
Practice #2: Implement a Knowledge Transfer Methodology
Knowledge transfer means transferring knowledge from client staff to onsite provider staff and then to remote provider staff. This transfer is often perceived as an activity the provider must carry out to "get a grip" on the outsourced systems. But treating knowledge transfer as such emphasizes documenting the knowledge about the outsourced applications. And it sets the expectation that when service cannot be properly provided, the provider need only go back to the documentation to find the needed information or consult the client about the specific issue.
However, in using this approach to knowledge transfer, a provider may miss the opportunity to leverage the expertise learned about a client's systems. That knowledge can be used not only for those systems but also in contracts with other clients. This opportunity to leverage existing expertise led TCS to create a knowledge transfer methodology to ensure that its teams can define, capture, transfer, and absorb the critical knowledge required for application development and maintenance. More importantly, For knowledge transfer, TCS uses standardized templates and forms based on a glossary of terms that the client team and TCS's onsite and remote teams agree on. TCS's onsite team is responsible for codifying and documenting the knowledge on these templates, with support from TCS's digitization group in Mumbai. By the end of this knowledge codification phase, the onsite team has also transferred the codified knowledge to its corresponding remote team.
The remote team then studies this documentation to be sure it is clear. The team also identifies areas where knowledge is missing. To ensure that this remote team has actually absorbed the knowledge and can use it in problem-solving scenarios, the team "plays back" its know-how to TCS's onsite team in the form of a presentation, explaining the functionality of the application as they understand it, based on the documents provided by the onsite team. The remote team also demonstrates its knowledge by (1) solving problems generated by the client during training and by (2) providing day-to-day service, which the client scrutinizes.
This knowledge transfer methodology has proven vital to TCS teams, and it has allowed TCS to develop codified knowledge for reuse by other TCS teams. TCS recognizes, though, that codified knowledge can only take team performance so far. To close the knowing-doing gap requires building experience and tacit knowledge on the job. 
Practice #3: Implement a Knowledge Retention Methodology
In 2007, IT providers, particularly in India, have faced relatively high employee turnover in their offshore locations. High turnover can lead to knowledge loss between onsite and remote provider sites. TCS realized it needed to ensure that the knowledge transferred to and captured by its remote teams would be retained even if staff members went elsewhere. In short, it wanted its success to depend as little as possible on individual subject matter experts (SME) on its teams.
TCS thus developed a knowledge retention methodology, which is based on a succession plan that combines both the process and people dimensions. In the process dimension, TCS managers select their successors by identifying the individuals who can replace them in case they need to leave the project or decide to leave the company. This process ensures that successors are trained to replace their manager and are prepared for their future role. Furthermore, these successors back up the manager's knowledge in their respective areas of expertise.
Consider any major IT project. One of the hidden, and serious, reasons for delay is one or more key players leaving. 10 In our research, we found that such losses are inevitable in all major IT outsourcing arrangements-be they 3, 5, 7, or 10 in length. When clients and providers do not plan for the knowledge loss implications of such departures, service speed and quality can be damaged, as can the provider's ability to innovate and add value.
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Practice #4: Monitor Expertise Development and Retention at Project and Organizational Levels
In monitoring expertise, a main challenge is linking the project and organizational levels. In most companies, expertise is managed and monitored at the project level. This means that project managers are responsible for identifying the expertise required to accomplish their project's objectives. They are the The CoEs develop an overview of the pool of expertise in each community and the location of expertise. In a way, the CoEs therefore acted as repositories of knowledge concerning particular technologies, markets, or TCS services. They also act as directories that can point to an expert's location.
Practice #5: Make Expertise Development a Key Organizational Value
The five values that matter most to TCS are integrity, respect for the individual, excellence, learning, and knowledge sharing. Expertise development is high on its list. To ensure that learning and knowledge sharing take place across the company, its learning and development department oversees training and knowledge sharing. To support learning within and across teams, TCS uses an organizational structure that places the relationship at the center of knowledge sharing (see Figure 2) . Each project, which is the box in the middle of Figure  2 , is supported by several groups. From the viewpoint of learning and expertise development, the following groups contribute to the continuous development of know-how and skills:
Centers of Excellence: Provide technical • and business solutions. The CoEs are organized around technical solutions (i.e., technologies), business silos (i.e., industries), and TCS services (IT and BPO).
Quality Assurance: Provides standard • templates for the best practices used in TCS and also harvests best practices from every project.
Digitization and Codification: Based • in Mumbai, this group codifies knowledge developed within relationships and makes this knowledge available to the rest of TCS.
This structure is replicated for all relationships, and the support provided is similar, regardless of the location or the size of the outsourcing contract. But expertise development is much wider than support from the specialist groups. TCS staff also expand their expertise with continual improvements in TCS's methodologies and processes.
In addition, employees receive training during different phases of their career. New employees, for instance, receive induction training to introduce them to TCS, its available resources, and how to access expertise and know-how. New TCS employees we visited in Sao Paolo, for example, knew whom to contact in Mumbai for either technology or market support. They were also familiar with TCS's portals. One contains induction manuals, a welcome kit, and cultural awareness programs.
Even though they are remote from Mumbai, these Sao Paulo staff feel familiar with TCS because of the induction program and the onsite support from veteran TCS staff. These new TCS staff also have access to the portal for the ABN AMRO relationship. It is used to capture and share learning within TCS and with the bank.
Practice #6: Offer Mechanisms to Search for Expertise at Project and Organizational Levels
Bringing expertise to bear in a timely manner is a challenge for most organizations. To address this challenge in its ABN AMRO work, TCS has adopted similar management processes and systems in Amsterdam, Mumbai, and Sao Paulo.
One example is mechanisms for finding expertise. Some organizations use a search engine that provides pointers to either subject matter experts (e.g., a Yellow Pages system) or to documentation about a domain (e.g., a knowledge base). These mechanisms can be useful in solving problems, but they do not address expertise management in a global organization. In particular, search engines do not necessarily keep up with the evolution and changes in expertise.
To address this challenge, TCS links its search process for locating expertise with its vehicles for developing and sharing expertise. The resulting process is carried out at the project level (onsite and remote) and at the company level.
At the project level, the onsite and remote teams create an expertise directory, with pointers to where In addition, ABM AMRO and TCS created a project portal (internally called the knowledge base) that contains links to experts involved in the project, as well as project and system documents created during the knowledge transfer phase. By tightly managing the knowledge transfer methodology, TCS not only ensures that knowledge transfers between onsite and remote teams but also that the directory of expertise is continually updated.
At the company level, TCS has developed a broad memory system, which it updates regularly, so that expertise outside a project can be brought to bear on the project in a timely manner.
In addition to their role of monitoring the level of expertise, CoEs bring together information seekers and subject matter experts. The importance of these processes becomes apparent when they are not in place. For example, we found considerable disappointment in two major customer relationship management projects involving clients and providers because neither project managed expertise nor knowledge well.
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As a result, knowledge did not flow easily between or within the organizations. In fact, knowledge silos developed, that is, knowledgeable people only shared knowledge with other knowledgeable people who had something to trade ("gurus" only talked to "gurus"). No knowledge accumulated, so there was nothing to leverage to the benefit of the overall projects. And none of the organizations could claim major learning from the projects.
Practice #7: Implement a Reuse Methodology at the Global Level
Search mechanisms are a beginning to systematically reusing information, knowledge, practices, and even software components. Increasingly, firms strive to reuse best practices, templates, and software modules and components. In the 1990s, the major IT outsourcing providers in India took great interest in the IT methodologies, standards, and processes used in North America. So it is not surprising that reuse is high on TCS's agenda. But reuse by providers can be difficult because practices are often specific to a client, not generic. Some providers therefore promote standard solutions in the form of templates, tools, or component-based software development.
Component-based development involves developing software components and building software systems by integrating components. Components are units of independent production, acquisition, and deployment that interact with each other to form a functioning system. Being self-contained and replaceable, they can be reused across any number of products, and they can be replaced by more recent and advanced versions in a "plug-and-play" manner, as long as the interfaces are compatible.
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TCS has implemented a component-based methodology globally, developing and testing components by using expertise at different sites. To manage the development process, as well as the interdependencies between components, though, has required a high degree of coordination among the sites. TCS's pursuit of globally distributed componentbased design has had the effect of ramping up expertise across the involved sites because the experts have needed to constantly interact and exchange component, product, and market knowledge.
TCS staff use the company's intranet to access the database of reusable components. The components come from various projects but have been stripped of their confidential client data. A specific team checks the entries, filters them, and makes sure that the most appropriate keywords are assigned to each component.
TCS's reuse methodology has resulted in reusable components but has also led to information about which staff members are experts in particular technologies. So component-based design has supported the search mechanisms in Practice #6. Staff can contact the expert for consultation prior to using a reusable component. Staff also have access via the intranet to a database of business history that contains brief overviews and lessons learned from past projects. This database has proven useful for finding out information about projects and contacting individuals involved in those projects for advice.
Reuse is highly dependent on systematic and accurate collection from projects. At TCS, such practices have become part of the culture-that is, "how things are done around here." TCS has cultivated this culture through systematic training, from induction onwards, and through its collection practices in its methodologies and processes. All are applied routinely throughout the organization.
In our research, we have all too often found organizations failing at knowledge management by being overly dependent on software and not shaping their culture. As a result, staff do not understand or own, or feel motivated or capable of contributing to knowledge creation, collection, and reuse.
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Practice #8: Continually Measure the Contribution of Reusable Assets
Our research has found that many companies that reuse components do not assess and measure the contribution of their reusable assets to project and product success. 15 According to a Gartner report,
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firms that have achieved a high capability maturity level, as defined by The Software Engineering Institute's Capability Maturity Model (CMM), are more likely to reap the benefits from building a pool of reusable components because the foundation required to support reuse (i.e., proper design, thorough testing, and appropriate documentation) has been institutionalized in high CMM levels. Through continuous improvements in methodologies and processes, companies at CMM Level 5, the highest level, have optimized their processes, generally by applying metrics.
TCS, which operates at CMM Level 5, uses metrics to assess the contribution of reuse and reusable assets to project and product success. The quality assurance group tracks usage rate, the nature of the application, and the destination project. So TCS collects information about the contribution of each reusable asset, as well as its applicability in specific markets.
As one quality assurance specialist from Mumbai describes: repository through the introduction of the Mighty system.
These eight knowledge expertise practices contribute to TCS's success as an IT offshore outsourcing provider.
hoW expertise is ManageD in it offshoring
As noted earlier, IT offshore providers face two challenges in managing expertise: the relationship challenge and the organizational challenge. Figure 3 depicts these challenges graphically. The inner circle represents the relationship challenge and shows the processes a provider must implement to absorb knowledge from clients. The outer circle represents the organizational challenge and shows the processes a provider must implement to coordinate expertise within its own organization.
The two circles do need to interact and depend on each other for providers to assimilate new knowledge from clients and reapply it. As noted, we have found that the management of expertise at TCS (and other IT providers) depends on having a system that captures and updates directories of who knows what and who does what.
Through interviews, discussions, and observations, it became clear to us that TCS has focused on developing an enterprise-wide expertise system to bring solutions to teams in a timely manner. The company does not expect its staff and teams to research and develop their own solutions. We also learned that managing expertise requires more than mapping the pool of available inhouse expertise (e.g., the traditional Yellow Pages approach). It requires the entire organization to think and act from a managing-expertise lens. Figure 3 can thus be viewed as the two processes that TCS uses to build and maintain its systems that not only support continuous absorption of knowledge and expertise but also dynamically update the location of expertise and knowledge.
Addressing the Relationship Challenge. Providers need to introduce "boundary spanning" mechanisms to enhance their onsite and remote teams' abilities to absorb new knowledge. The first stage-organize-is the time to do this, when the organizational structure of the teams is put in place. Selecting individuals with knowledge of the client's market and technologies can significantly enhance the onsite team's capacity to assimilate client knowledge.
The transfer stage addresses moving the new knowledge from the provider's onsite team to the provider's remote team. A needed mechanism is a clear transfer methodology, with communication protocols and channels. IT outsourcing providers often rely on codification of onsite knowledge, which is "boundary spanning" because it can include standard templates and a glossary of terms that define a shared onsite-offsite language. This stage is also enhanced with a who knows what directory.
The retain stage is about ensuring that the expertise is indeed assimilated in the teams. With dispersed teams,
Figure 3: Expertise Management Processes at the Relationship and Organizational Levels
this assimilation is greatly enhanced with a succession plan for every team member at every location.
Finally, the monitor stage involves continually examining the expertise in the relationship with two aspects in mind: (1) does the team's expertise meet the client and industry standards, and (2) which expertise needs to be enhanced to meet such standards? The provider should monitor its ability to absorb knowledge from the client, close any gaps between the client, onsite, and remote teams, and improve its knowledge absorption organizational process. The search stage relies on the expertise directories to locate solutions in a timely manner. Staff seek solutions through interpersonal networks and databases. TCS undertakes massive codification of know-how, and its CoEs have proven just as efficient as the databases in locating experts and fostering solutions.
The reuse stage re-applies solutions and knowhow from one client relationship to others, usually by adjusting and modifying the original solution. Therefore, part of reuse often involves locating the expert who originally created the component or template.
The measure stage uses metrics to assess the effectiveness of expertise utilization by measuring the degree to which a component has been reused and in what contexts.
As noted throughout this article, expertise management involves assimilating new knowledge and coordinating existing expertise. Developing these two competences addresses the relationship and organizational challenges, but only so far. Our parallel research leads us to believe that clients and providers need a broader vision to manage expertise and knowledge in a relational way. In short, both should consider future developments, as discussed in the next section.
four Challenges for the future
Developing and managing expertise requires considerable sustained investment by both provider and client in the eight practices over the lifetime of the outsourcing contract. To make such investments, both parties will want to know the costs and the benefits to them.
Large, global IT outsourcing providers are now competing to develop global strategies. We predict that they will replicate the low-cost structures of their Indian competitors, thereby eroding the Indian providers' relative cost advantages. To remain competitive, the major Indian providers will replicate the high-value, high-touch service of their global competitors. 18 We see two keys to vendor competitiveness. One is "bestshore' policies, that is, choosing the best site for providing a service. To provide the best cost-service arrangement for its client, ABN AMRO, TCS has sites in Mumbai, Amsterdam, Sao Paulo, Luxembourg, and Hungary, among others. The second key is a global service delivery model. Both are already easily visible at TCS.
Creating a strategy for developing and managing expertise is less visible, but equally vital, we believe. To gain an edge, providers must be able to absorb and coordinate expertise across company boundaries and among dispersed teams. In fact, we believe providers with global aspirations must be seen by their existing and potential clients as competing on knowledge and expertise if their value proposition is to be seen as credible in the emerging global marketplace.
But pursuing expertise management as described here raises four challenges for clients and providers.
Challenge #1: Clients Must Understand the Benefits They Will Receive from a Provider's Expertise Management Strategy. In the pre-contract stage, clients need to get a detailed statement, in financial terms as far as possible, of benefits to themselves of their provider's expertise management practices. Benefits could include a speedier improvement in service performance, faster availability of expertise at lower rates, and the provider's commitment to a higher level of innovation in processes, services, and technologies, resulting in observable performance improvements. Such benefits, though, must be agreed upon, documented, and signed off in the contract, with money or credits going to the client where they do not materialize.
Challenge #2: Clients Must Understand Their Costs of a Provider's Expertise Management Strategy. Generally, these costs involve helping the provider coordinate knowledge transfer and making people available for knowledge transfer activities, such as seminars, interviews, and offsite visits. Clients should agree to these costs contractually. They should also know and agree contractually to the net benefits they will receive versus the net benefits the provider will receive. As we have observed in other work, when there is a large difference between the two, the deprived party's commitment to delivering on the expertise management strategy falls off.
Challenge #3: Clients Must Safeguard Their Intellectual Property. Serious intellectual property issues can arise when there is any talk of transferring knowledge and expertise across company boundariesand across countries. Our research suggests that organizations rarely know the value of the knowledge they possess, let alone how to systematically collect, store, grow, and leverage this knowledge.
The natural inclination of modern outsourcing providers, however, is to go through a client's knowledge trove with a fine tooth comb, looking for the nuggets. It is therefore important that clients make intellectual property issues transparent at the contract stage, and arrive at precise agreements about what is and is not allowable, at what price, and what penalties arise from non-compliance with agreements or misappropriation of knowledge.
Outsourcing can force clients to conduct a knowledge and expertise audit, so that they can hold informed discussions with providers and legal advisors. The audit should aim to sharpen management's understanding of core knowledge that needs to be retained-historically one of the weakest areas of client decision making when outsourcing. 19 The audit should also help the parties arrive at more collaborative practical agreements. As one example, to retain intellectual property rights, a client may choose to fund client-specific expertise management activities in exchange for gaining ownership of the consequent expertise management systems.
Clients should also safeguard their intellectual property rights in the event of early termination or material alteration in the terms and scope of the contract. Outsourcing agreements must now deal with major business changes, even in three-year or fiveyear contracts. For example, during the first half of 2007, ABN AMRO was the subject of major purchase bids by the Royal Bank of Scotland, Barclays, and Bank of America. A pre-emptive contract that deals with intellectual property fall-out from a successful bid mitigates a potentially costly headache.
Challenge #4: Leverage the Relational Advantage. If TCS and other major IT outsourcing providers do go down the expertise management route, clients could reap one significant, but unanticipated, benefit: they could learn how to better manage their own expertise and knowledge. This benefit should be especially attractive to those with mature enterprise architectures in place because these clients are in a good position to leverage knowledge previously lying dormant.
But to gain such benefits, clients must step up to the challenges of managing expertise themselves and collaborating with their outsourcing providers. The starting point is to look carefully at each provider's practices during the provider assessment phaselooking for processes, systems, and practices that you, the client, could adopt.
For example, some large U.K. clients reported to us in 2005 that their offshore providers had far superior system development methodologies and project management practices. With provider assistance, these outsourcing clients improved their own capabilities in these areas, which also improved the working performance between the two parties.
Too often, outsourcing is considered one-sided: handing over assets, people, activities, and knowledge to third-party management. But it can be more. Clients can learn from providers. They can also contract for collaboration services to release their own knowledge potential, while also releasing the provider's potential, for mutual gain.
